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Abstract: 
This paper describes the benefits and issues encountered through repositioning 
digital library services into the course assessment area or folder of a University 
Learning Management System. In 2016 the RMIT Vietnam Library (the Library), 
embedded the digital library subject guides and Ask a Librarian chat widget into all 
170 assessment folders within the LMS. Impacts on indicators of digital literacy, 
digital inclusiveness and cultural barriers to seeking library support are examined.  
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Introduction 
 
This paper describes the implementation rationale and process, and the beneficial 
impacts of relocating a digital chat service called ‘Ask a Librarian’ (AAL) together 
with subject reference guides called Digital Library Subject Guides (DLSG) into all 
course subject assessment folders of RMIT International University’s learning 
management system (LMS), called Blackboard, during 2015 and 2016. Explanations 
regarding the benefits of the relocation of these digital services are explored in the 
context of the library literature and cultural considerations. Implications for libraries in 
Australia are also explored. 
 
RMIT International University is an Australian curriculum English-language university 
located in Vietnam and established in 2001. The RMIT Vietnam Library serves more 
than 6000 students and has two locations, one in Ho Chi Minh City (the Saigon 
South Campus) and one in Hanoi. The Library provides access to a collection of 
around 70,000 English print book titles that can be browsed online through the RMIT 
Vietnam Library website. 
 
RMIT International University is one of the leading universities in Vietnam in 
integrating technology into learning and teaching. It has the largest English language 
collection in Vietnam and is comparatively advanced in its digital offerings. 
Consequently, in addition to the student population, the Library also serves a 
substantial alumni population. 
 
Incorporated in Vietnam, RMIT International University is independently managed 
and, while separate from RMIT Melbourne, the RMIT Vietnam Library has a close 
relationship. For example, there is shared access to more than 300,000 e-books, 
scholarly journals and streaming videos with the RMIT Melbourne Library. As well as 
undertaking collection development, RMIT Vietnam Library provides information 
literacy training, liaison services, and research support for students, staff, and 
researchers (O’Dwyer, Nguyen & Churchill 2017). 
 
Cultural context 
 
Vietnam is considered to be culturally part of the Confucian Asian cluster of 
countries, for example: Singapore, China, Taiwan, South Korea and Japan (Javidan 
& Dastmalchian, 2009; Troung, Hallinger & Sanga, 2017). Vietnam has had a long 
history of Confucian influence through its proximity to China. Until the tenth century, 
Vietnam was controlled by China for almost 1000 years. Confucian values remain 
deeply rooted in contemporary Vietnamese society, including in its education system 
(Troung et al. 2017; Nguyen 2016). For example, engrained hierarchical social status 
values are prominent in families, social relationships and organisations. Hierarchy is 
combined with other Confucian values, including harmony and collectivism (Troung 
et al. 2017), and are all potentially strong influences on the nature of students’ 
interactions with teachers and educational institutions. In RMIT University Vietnam, 
the majority of its students and employees are Vietnamese. Moreover, these cultural 
values are potentially important considerations regarding overseas students from 
Confucian culture countries attending Western-operated universities. 
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In Vietnam, if a person publicly demonstrates a lack of knowledge or skill that is 
expected of them due to their age or role then they may ‘lose face’ and this can be 
emotionally devastating for an individual (Nguyen 2015, p.205). This public shame 
and loss of face is characteristic of Confucian cultures and of Vietnamese culture. 
The intensity of the ‘loss of face’ sense of shame and humiliation is described by this 
Vietnamese expression ‘better to die than to lose face’ (Nguyen 2015, p.203).  
 
Where English is a second language, people, including Vietnamese students, usually 
cannot speak naturally fast in English. The RMIT Vietnam curriculum is taught in 
English, and RMIT staff, including Library staff, all communicate with students in 
English, to provide a comparable Australian educational experience and to enhance 
English language capability amongst students. English proficiency is a highly-desired 
competency. Lewis (1969), in researching Asian students at the University of Hawaii, 
indicated that Asians' reading speed in English is less than half that of the average 
native-speaker students, and the oral comprehension of the Asian students was 
often slower.  
  
In Confucian cultures, the values of harmony and quiet are also highly regarded, as 
this ancient Japanese proverb illustrates: “the wind howls, but the mountain remains 
still” (Cain 2013, p. 188). Quiet is often the study mode preferred by East Asian 
students (Cain 2013). Cain also found that that East Asian students' academic 
performance excelled when they were supported to be silent and reflective. In 
contrast, European American academic performance excelled when the students 
were supported and encouraged to think and speak out loud to problem-solve. 
 
Open plan library spaces with reference desks placed within clear sight of everyone 
could be considered more engaging to students from the West rather than the East. 
Western students often feel more comfortable with thinking and vocalising out loud 
and in public. This is even more so if the student cohorts from the West tend to 
extroversion and place high value on being verbally assertive. These characteristics 
advance these students' feelings of high value placed on individuality. In contrast, for 
a student from the East brought up in a collective environment that places high value 
on harmony, humility and submissive attributes, speaking assertively in an open 
public library space is almost counter-intuitive (Cain 2013). 
 
In relation to occasional or avoidant library users from either Eastern or Western 
cultural backgrounds, library spaces and online collections can be experienced as 
overwhelming (Colon-Aguirre & Fleming-May 2012). In particular, many Eastern 
students may feel very intimidated in seeking research support from library staff in a 
public space. This is in addition to navigating the complexity of database searching 
and knowing where to begin in an Academic library (Colon-Aguirre & Fleming-May 
2012). For students from Confucian cultural backgrounds, some attributes of 
Western-style libraries and assistance seeking may potentially carry loss-of-face risk 
or may be experienced as potentially culturally uncomfortable. 
 
Changing library service models 
 
Traditionally, libraries have been organised storage for books with library staff 
focusing the majority of resources on physical collection management and upkeep, 
to ensure library users can find books and other materials (Hockey 2016). The 
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contemporary widespread shift from a traditional library service that simply waits for 
students to walk in the door is no longer meeting the demands of a modern digital 
university environment. 
 
Libraries are now being challenged to reposition their digital resources in digital 
locations for maximum outreach, easy access and to meet students at their “point of 
need” (Beisler & Medaille 2016, p.399). The age of the mobile device has arrived 
and students now expect to access all aspects of their personal and professional 
lives online around the clock. According to Colon-Aguirre and Fleming-May (2012), it 
is clear that more effectively delivering library services to both occasional and 
library-avoidant users requires proactively configuring services so that they reach out 
to students not physically located within the library setting. Significantly, the same 
outreach concept can be expanded to include student online digital locations. For 
example, a LMS can be regarded as a digital location or destination. 
 
Libraries are rethinking how, what and where to best deliver their services and 
ensure good student support provision and engagement anytime and anywhere. 
Students may independently find resources or seek help from outside the library; 
however, Beisler and Medaille (2016) found that this help-seeking from outside the 
library was not always helpful. Libraries in an age of ‘fake news’ trends have an 
opportunity to provide students and other library users not only with a large variety of 
up-to-date online content, but also very high quality content (Colon-Aguirre & 
Fleming-May 2012). According to Beisler and Medaille (2016), libraries are 
challenged in their ability to raise awareness of this quality content and assignment 
support services. Libraries can enable this by refining their marketing skills to 
user/clients to better support the services that Librarians can offer to strengthen and 
raise awareness of student resource finding skills.  
 
Locating AAL and DLSG into the LMS 
 
New RMIT University global strategic directions were issued in 2015, with a focus on 
equipping students with readiness for both work and life (RMIT Melbourne 2017). A 
“digitally enabled experience” was prioritised to support the “Life-changing 
experiences” strategic goal (RMIT Melbourne 2017). For the RMIT Vietnam Library, 
this digital priority was considered a critical opportunity to highlight the importance of 
library digital content and services and to align the Library service development with 
the digitally-enabled experience. Digital service delivery, rather than physical 
collection development, became the focus and the strategic driver for seeking 
improvement in the delivery of digital library services described in this paper. 
 
The initiative to bring the Library's services out beyond its physical walls to reach a 
broader user community began with a trial that embedded AAL and DLSG links in all 
courses in the LMS. At that time, both RMIT Vietnam and RMIT Melbourne shared 
the same LMS platform, to assist with consistency in building and sharing course 
content across institutions in Australia and Vietnam.  
 
Previously, online reference services were located in a folder called Learning 
Support, with links to library online services such as the RMIT Vietnam Library 
website, Citing and Referencing guide and links to academic skill support services. 
The folder was inserted as a default in every course and its content was decided and 
VALA2018-Session-15-O'Dwyer 4 
selected by the Education Technology Team. Further, the folder was at the end of 
the menu list on the left of the screen. This list also included other ancillary folders 
such as Announcements, Course guide, Staff contacts, and Learning resources.  
 
However, when the Digital Strategy Implementation Planning Team in the Library 
reviewed this existing approach to locating links to library resources, it was thought 
to be not effective. The reasons were: 
• the content and services provided were generic and similar in all 
courses, with no tailored information specific to course topics. In 
addition, the folder contained only links to library online services, 
without any additional information on what they were for and how 
students could benefit; 
• there was no library-labelled folder; instead, the folder was branded 
generic learning services, and was not exclusive for the library 
services. The library links were presented at the bottom of the list. 
Therefore, it contained other non-library website links that was judged 
to potentially carry a risk of diluting the visibility of the library resource 
importance to learning enablement, relative to the other linked 
resources; 
• the LMS folder had poor visibility, at the end of a menu list, with a risk 
of not being seen or being viewed as unimportant for LMS users. 
 
There was therefore a need to investigate a new location for the library online 
reference services in the LMS in order to maximise use of its services and 
resources. Among all the folders in a course shell, the Assessment Folders are the 
most-visited places in the LMS. This finding was verified after several consultations 
with students, academics and the LMS administration team. For students, it is 
important to know the requirements of the course they enrolled in as soon as 
possible, so they can adjust and customise their studying towards the learning 
outcomes as indicated or reflected in the assessment tasks. 
 
In 2015, a library organisational restructure took place that resulted in a number of 
new roles created in the RMIT Vietnam Library (O’Dwyer et al. 2017). One of the 
aims of the new structure was to achieve a closer collaboration between librarians 
and academic staff. The new roles of Liaison Librarians (LLs), Learning and 
Teaching (L&T) Librarian and Research Librarian were defined as the key librarians 
to liaise with and support academic staff, by Schools and by subjects. This resulted 
in RMIT Vietnam liaison librarians becoming more active in working with academics, 
where subject DLSG were co-developed and reviewed by the liaison librarians (all of 
whom were Vietnamese), to ensure relevance to the Vietnam student context and to 
maximise the digital and e-book content of the DLSG, reflecting less reliance on 
physical books.  
 
LMS Administration was initially reluctant to grant LMS moderator rights to librarians 
to enable them to locate DLSG and AAL in the LMS Assessment Folder, which 
previously was only accessed by academics teaching that subject. There was a 
concern that having too many instructor-roles who could make changes to the 
course content, especially the Assessment folder, was a risk to LMS integrity.  
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Despite these concerns, it was established that: 
• The senior liaison librarians were competent in library and technology 
skills and committed to comply with all the regulations by the LMS 
Administrators. 
• The need for locating Library digital services in LMS would meaningfully 
contribute to the strategic shift to digital textbooks. 
 
Another concern, this time coming from the project team, was whether academic 
teaching staff and course-coordinators would be supportive of new library objects in 
the LMS Assessment Folders. The DLSG links might be removed from the LMS by 
instructors if they did not see the benefits for their students. Following a process of 
liaison with academic course-coordinators, the location of the DLSG and AAL links 
within the LMS Assessment Folders was approved and established as an RMIT 
Vietnam policy. 
  
The Librarians worked closely with the LMS Administration Team to embed 
individual DLSG into 177 course assessment folders in the LMS. In addition, they 
established a quality assurance process to review content and correct placement, on 
a semester-by-semester basis. This was to ensure that the DLSG links were 
embedded correctly and worked. The Librarians tested all 177 LMS assessment 
folder links. 
 
When it was first introduced at RMIT Vietnam in November 2014, the AAL was 
initially located on the library webpage as a simple Chat icon. In this location, the 
uptake of the AAL in Vietnam was low, with on average of less than one question per 
day. Only 20% of the questions asked related to information-searching skills or 
referencing and citing skills that required library expertise. The remainder were about 
library operation or technical issues, such as opening hours, renewing or reserving 
items. Overall, there were no problems reported about librarians having difficulties in 
answering the chat questions. However, the service was discontinued in 2015, due 
to low usage, which was consistent with international poor uptake of virtual reference 
services (Kemp, Ellis & Maloney 2015).  
 
Seeing the potential of positioning library digital objects in the LMS, the chat widget 
was first placed in ten LMS courses as a trial. As a result, the number of chat queries 
for those ten courses increased 290% over the comparable period from semester 
one of 2016, when the chat widget was not on the LMS course pages, to semester 
two, when the chat widget had been added. 
 
Following this success of the trial, where there was significant increase in usage, a 
decision to place the AAL chat and DSLG in all courses was made. In October 2016, 
the AAL was added under the DLSG links in the Assessment tasks folder with a pop-
up window to invite users to seek assistance, “Chat with a librarian if you have 
difficulty in finding resources for this course” in yellow, to highlight that this was the 
Library Chat service, not the LMS Chat help service. This window was ubiquitous, 
that is, the chat widget was present on every page of the website (Kemp, Ellis & 
Maloney 2015). 
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Librarians were prepared for a potential change in the nature and number of 
questions from AAL after its relocation into the assessment folder of 177 active 
courses in the LMS. Figure 1 shows a screenshot of both the DLSG and the AAL in a 
subject Assessment Folder in LMS. 
 
 
 
Figure 1: Screenshot showing AAL and DLSG links in the LMS Assessment Folder 
 
 
Enabling digital library access at the ‘point of need’ in 177 course assessment 
folders in the LMS has increased the library reach to students, as demonstrated by 
the higher usage over a semester and the year. At the end of semester 1, May 2017, 
inquiries increased by 150% compared to the end of the previous semester. Overall 
page views of the DLSG increased by 200% from 2016 to 2017. The ten most 
popular DLSG in RMIT Vietnam comprise Marketing, Economics, Management, 
International Business, Human Resources Management, Market Research, Logistics 
and Supply Chain Management, Media, Journal, Screen and Music, Accounting and 
Advertising. 
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The majority of the questions from the LMS (39%) were about finding library 
resources for the assessment tasks. Non-library-related questions (29.6%) were 
referred by the library to the relevant university areas for follow-up, with the library 
providing the triage of question referral. 
 
Table 1: Nature of AAL queries from the LMS 
 
Library-related queries Non-library queries 
Library 
opening 
hours 
Renewing 
or 
reserving 
library 
items 
Finding 
library 
print & 
online 
resources 
Problem 
accessing 
reading list 
in LMS 
Citing & 
Referencing 
support 
Assessment 
related 
LMS 
technical 
issues 
Other 
4% 4% 39% 7% 15.5% 11.3% 5.6% 12.6% 
 
 
The uptake of both AAL and DLSG increased significantly after being embedded in 
the 177 course Assessment Folders in the LMS. Over the first six months post 
implementation, all reference inquiries increased by 88% compared with 
pre-implementation in 2016. This finding demonstrated increased uptake in students’ 
digital experience and raised the library profile among students, academics and the 
LMS Administration team. In addition, not only digital service usage went up, but also 
traditional face-to-face inquiries were observed to increase following the 
implementation of AAL in LMS. Many of the virtual conversations between librarians 
and students were open and followed by an appointment to meet in person for 
further explanation and support. The library’s presence became more familiar for 
students, including those who were anecdotally reported to have never been to the 
library prior to their use of the AAL service. 
 
Mirroring the opening hours of the library, the AAL was staffed by rostering staff from 
both Hanoi and Ho Chi Minh City libraries to cover the AAL, to monitor and respond 
to requests as they arose, in addition to carrying out their other duties. 
 
In summary, the RMIT Vietnam library expanded its service by expanding its reach 
to students from two physical service desk destinations in the library to include an 
additional 177 digital locations in the LMS with AAL in the Assessment Tasks folder 
of every course. Further, with the DLSG links, in just one click from within the LMS 
Assessment Folder, students can access the recommended academic information 
source for their course and check with librarians if they experience any problem or 
difficulty in accessing those sources.  
 
 
Discussion 
 
The implementation process, and the beneficial impacts of relocating the AAL 
service and DLSG into all course subject Assessment Folders of RMIT International 
University’s LMS during 2015 and 2016 have been described above. Library digital 
VALA2018-Session-15-O'Dwyer 8 
literature and cultural explanations for the benefits of the relocation of these digital 
services are next explored. Implications for libraries in Australia are also discussed. 
 
In accordance with strategic directions established in 2015, the staff at RMIT 
Vietnam Library successfully stepped up their campaign to raise awareness of online 
content and Librarian support to enable attainment of student graduate outcomes. 
Harrison et al. (2017, p.248) argued that the strategic direction of libraries has 
dramatically shifted and has expanded to include teaching academic literacies, 
marketing, events, publishing and strategic leadership, in addition to managing 
knowledge both in hard copy and in digital formats. Libraries are a well-known 
physical destination; however, the challenge is often to raise both awareness of 
digital resources and the client’s confidence to access these electronic platforms. 
Beisler and Medaille (2016, p.399) recommend that Librarians need to make access 
easy and available to students by placing services at the student ‘point of need’. The 
AAL enables librarians to take advantage of opportunities to embed a virtual 
Librarian into a digital space in addition to the DLSG quality curated content.   
 
In a study by Kemp, Ellis and Maloney (2015, p. 766), both undergraduate and 
postgraduate students highly rated a virtual Ask a Librarian chat medium. Ask a 
Librarian chat for overall user satisfaction was the most highly rated service out of 
five choices. The choices included email, telephone, chat messaging, instant 
messaging and Skype. In addition, the notion of ‘proactive chat’ comprising service 
features that include convenience, placed in the ‘point of need’ (Beisler & Medaille 
2016, p.399) and as context-sensitive or reactive, is critical to the success of not only 
reaching more clients but of enabling higher levels of satisfaction to be obtained.  
 
    
By no longer expecting students to come to the library to seek help, library services 
were moved from passive to active. As Hockey (2016, p.127) states, there is a much 
higher expectation on libraries to be proactive in universities and offer many choices 
to a growingly diverse group of students. In Vietnam, where students travel long 
distances in highly congested traffic, embedding AAL means they no longer always 
have to be located on campus. Instead, as a question arises when they are doing an 
assessment task, a Librarian is available to assist virtually, as the AAL is available 
for over eighty hours per week, where the AAL operating hours are the same as the 
library opening hours and existing staff are rostered to cover the AAL. AAL can 
sustainably expand virtual services at the same time transform its offerings to 
students. Libraries are no longer bound by physical spaces, as new digital 
technologies are transforming how we share and provide access to content, and 
giving students more support options (Hockey 2016). 
 
In Vietnam, the RMIT Library is the largest academic English language library in the 
country, with the majority of Vietnamese students having little prior exposure to 
electronic library resources, due to reliance on limited print resources. Many students 
are experiencing the Dewey classification of books for the first time. English is their 
second language and the RMIT International University campuses are among the 
few locations in the country where it is spoken fluently. It is not uncommon for RMIT 
Vietnam students to be unaware of online resources, and to lack the skills to use 
them.  
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In the West, students can be aware of databases and other library digital resources, 
but find them difficult to use. Students will often start with using Google or Wikipedia, 
which use natural language searching, although they will eventually transition to 
academic library content. However, this is thought to be usually contingent on the 
time, place and need of students (Thomas, Tewell & Willson 2017). In the RMIT 
Vietnam context, however, placing AAL and DLSG into the LMS strengthens the 
ability to be accessible online 24/7, with curated digital content where students need 
it, and allows them to choose to serve themselves when they need it. 
 
At RMIT Vietnam, library reference inquiries almost doubled by the end of 2016, in 
addition to the 2016 Library student survey indicating 97% satisfaction with the 
Library service. This seemed to buck the trend of other libraries that often have 
reference enquiries in decline and need to rethink reference services in new, 
innovative ways (Kemp, Ellis & Maloney 2015.) Strategically, the library predicted 
that with the removal of hard-copy prescribed textbooks from every course and being 
replaced with mixed medium digital content, this was likely to change in the next two 
years if not sooner. International trends indicate that students are not using 
traditional online library catalogue websites. Instead, the primary digital destination 
for the majority of students was their LMS course page, and in particular the 
assessment information of the course (Fields 2014). 
 
Despite the library having a high level of student engagement and satisfaction, there 
was an integration gap through lack of bridging library services with the LMS 
environment (Kampa & Kaushik 2016). The integration divide is the increasing gap 
between LMS course environment content, student preferential engagement with 
LMS, and the library. To narrow this gap the library must proactively integrate digital 
content and services into the LMS (Kampa & Kaushik 2016).  
 
It is critical to place library services, content and support in the environment in which 
students are actively engaged in learning, and no longer expecting students to come 
to the library (Fields 2014). The notion of taking library services to their ‘point of 
need’ (Beisler & Medaille 2016, p.399) also proactively enables two-way 
communication between students and librarians (Harrison et al. 2017). 
 
Convenience is a critical factor in the delivery of library services and support. It is 
thought that both academics' and students' time and attention spans have 
diminished as a consequence of the introduction of mobile technology (Connaway, 
Dickey & Radford 2011). Information-seeking behaviour is often ‘self-service’ driven, 
and this is changing choices made along the information-seeking pathways. As 
Connaway, Dickey and Radford (2011, p.188) found in their study, library services, 
including both spaces and databases, need to be easily accessible and easily 
navigable, requiring little or no instruction. Chow and Croxton (2014) suggest that 
students' reference needs can change depending on the type of avenue that is most 
convenient at the time, rather than quality of content.  
 
According to Colon-Aguirre and Fleming-May (2012), students often feel 
overwhelmed by large library collections, both physical and digital. At RMIT Vietnam, 
many students have never experienced an Australian university environment, a large 
English language book collection classified by Dewey or any online library content. 
The risk for RMIT Vietnam is that students will not feel sufficiently confident to 
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engage with the library services and staff. The ease of accessing and reaching these 
students by placing the Library support into the LMS has the potential to reduce this 
level of anxiety. Embedded AAL and DLSG provides a two-way channel of support 
that is anonymous and assists students to feel more confident with their academic 
digital literacy skills.  
 
It is worth noting, however, that there are limitations of digital library services, and 
particularly when the majority of students have English as their second language. In 
the study conducted by Greenberg and Bar-Ilan (2015), it was found that the 
in-person consultation could get to the finer detail of the inquiry through viewing body 
language and expanding the research questions. For more complex inquiries that 
need more extensive exploration, students often prefer to work with a librarian they 
have a relationship with and trust (Greenberg & Bar-Ilan 2015, p. 145). In the Library, 
Student Learning advising staff may often need to use Vietnamese briefly to explain 
a concept, especially if a student's writing skill is still being developed, and this style 
of consultation does not translate into an AAL.  
 
The Library plays a critical role in supporting teaching outcomes; however, it has 
often little or no enabling presence in an LMS (Kampa & Kaushik 2016). In 2015, at 
RMIT Vietnam the DLSG were an option that Academics could choose to embed into 
their course shells in the LMS. As many Academics are time poor and had low 
awareness of the DLSG, they often left the library online resources out of their online 
course presence. LMS administration barriers were overcome, and it became policy 
to embed these in the LMS at the point of need. 
 
From 2009, the RMIT International University fees included access to a free copy of 
prescribed textbooks for all students. In 2016, a project was launched to remove all 
prescribed hard-copy textbooks from all courses and replace them with digital 
resources. This was due to these prescribed textbooks not supporting pedagogical 
standards of teaching practice, in addition to most textbooks being out of date. The 
reliance on hard-copy prescribed textbooks deprived students from gaining digital 
literacy skills, by not enabling easy access to the latest digital content for students to 
evaluate and critically choose (Biddix, Chung and Park 2011).  
 
To both update and replace all 20,000 hard-copy textbooks was estimated to cost 
the University over two million US dollars. At the same time, there was low 
awareness by academics of the 300,000+ e-books available and 223 high quality 
DLSG. In 2016, as a result of launching this initiative, the university authorised the 
Library to embed digital DLSG into all courses, without the need to seek permission 
of each individual academic. The embedded AAL and DLSG provided alternative 
and additional up-to-date content to replace old hard-copy textbooks, and also 
reduced outrage risk associated with hard-copy text removal. In support, the LMS 
administrators relinquished exclusive control of the LMS environment and gave the 
Library full access to embed both DLSG and then AAL. 
 
As Fields (2014) recommends, embedding of library access into the student online 
e-learning environment provides other university services, apart from the often 
time-poor lecturers, to assist students. In addition to providing the student with a 
positive experience of the library, this often will result in repeat visits to this service 
and other learning skills counselling. Following these successes, a library Key 
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Performance Indicator (KPI) related to digital transition was embedded into each 
academic’s annual performance work plan by the university. The ability of the Library 
to implement action in support of university strategy is dependent on access to 
educational technology platforms. To obtain this access, it is critical to have 
authorisation from the most senior leaders within the university to advance these 
changes. In addition, a library needs to have a strong case and evidence to enrich 
student engagement and strengthen graduate attribute outcomes such as digital 
literacy skills. 
 
In RMIT University Vietnam, most students and employees are Vietnamese. In 
addition, the international staff and students are from 28 different countries. 
Therefore, in addition to the factors discussed above, cultural context is potentially 
also important in explaining the success of the AAL. As described earlier, both 
Vietnam and other East Asian countries are thought to be cultures where Confucian 
values are dominant (e.g., Javidan & Dastmalchian, 2009; Troung et al. 2017). It is 
worth noting that many Australian and other Western universities have significant 
East Asian student populations that share these values. 
 
The AAL provides support that is anonymous, and permits assistance-seeking 
through an invitation to use the AAL link in the LMS. In Vietnam, if a person in public 
demonstrates a lack of knowledge or skill that is expected of them due to their age or 
role then they may ‘lose face’ (Nguyen 2015, p.205). This cultural characteristic 
poses a potential risk of increasing anxiety for Vietnamese students seeking help 
from Library services at the very ‘public’ reference desk. In addition to anonymity and 
privacy, the AAL instruction text on the LMS gives written social permission to seek 
help. This may also help overcome cultural barriers to help seeking and avoid 
perception of risk of loss of face. 
 
Moreover, the language barrier is also a potential factor. As explained earlier, Asian 
students, including the Vietnamese, usually cannot speak naturally fast in English. 
While the library staff in RMIT Vietnam Library always speak English to students and 
academics, a few students feel hesitant to speak, especially those who have just 
started their English courses with RMIT. Lewis (1969) showed that Asians' reading 
speed in English is less than half that of average native-speaker students, and the 
oral comprehension of Asian students was often slower. Therefore, typing a question 
in the AAL Chat box could be seen as an easier way to communicate with librarians, 
while still having time to think and type the questions, thereby lessening the 
language barrier.  
 
Western students often feel more comfortable with thinking and vocalising out loud 
and in public. Therefore, open plan library spaces with reference desks placed within 
clear sight of everyone could be considered more engaging to students from the 
West. These characteristics advance the students' feelings of high-value 
individuality. In contrast, for a student from the East brought up in a collective 
environment that places high value on harmony, humility and submissive attributes, 
speaking assertively in an open public library space is almost counter-intuitive (Cain 
2013). In the East, the notion of harmony and quiet is highly regarded. Quiet is often 
the study mode preferred by East Asian students (Cain 2013). Cain (2013) found 
that Asian student academic performance excelled when they were supported to be 
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silent and reflective. The AAL provides a serene way to seek assistance in 
comparison to in-person queries. 
 
Library anxiety and library avoidance behaviour can be reduced by the anonymous 
nature of AAL and self-serve ability of the DLSG, which are both inserted at the 
‘point of need’ in the LMS. In relation to all anxious library clients from both Eastern 
and Western cultural backgrounds, library spaces and online collections can be 
experienced as overwhelming. In particular, many Asian students may feel 
intimidated in seeking assistance from library staff in a public space, as well as 
navigating the complexity of database searching and knowing where to begin in an 
academic library (Colon-Aguirre & Fleming-May 2012).  
 
Conclusion 
 
This paper described the implementation rationale and process, and the beneficial 
impacts of relocating a digital chat service (AAL), together with subject reference 
guides (DLSG), into all course subject assessment folders of a Vietnam located 
university LMS. An initial impact of this repositioning of library services was an 
immediate and substantial increase in student online access to both the DLSG and 
AAL services. This is thought to have extended the reach of library services to the 
students’ point of need. Possible cultural explanations for these effects in a 
Vietnamese student population include the ability to reduce the risk of students' 
‘losing face’, and reduce feelings of discomfort when seeking assistance from the 
library. 
 
The challenge now for RMIT Library Vietnam is to renegotiate library digital services 
into a new LMS (Canvas) that is due to launch by 2018, to replace the LMS 
Blackboard. New LMS platforms require new thinking, as well as renegotiating with 
LMS administrators the optimal digital destination location for Library service 
integration. Complacency is clearly not an option for today’s strategic library 
management. As observed by Hockey (2016, p. 134), “if the library is to remain 
relevant to the university community it needs to be continually innovating and 
evolving.” 
  
For Australian academic libraries, there is an opportunity to strengthen their value 
proposition by refining their services to students from cultural backgrounds where 
Confucian values are dominant. In 2016, according to Mullaly (2017, p. 14), 
international students accounted for over 22% of the total $30bn revenue derived 
from the higher education industry in Australia, and this is expected to increase over 
the next five years. Within the top five countries that international students originate 
from, two of those countries are Confucian with China ranked first and Vietnam 
ranked fifth. Academic libraries have the technology already in place and by 
rethinking the optimised positioning of digital services, they can enhance ongoing 
student success, retention and potentially increased international student market 
share. 
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